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▪ Adapt residential 
programs fit the 
customer

▪ Guide EE customer 
journey within & 
across solutions

▪ Improve customer 
experience & 
satisfaction

Project Objectives 2



https://www.digitalgov.gov/2015/08/12/journey-mapping-the-customer-experience-a-usa-
gov-case-study/
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Collaborative Process 4



5Example Future State Map
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a Lorem ipsum dolor sit amet, no quo 
graeco omnesque, ei eos laudem labores
splendide, an dico epicurei instructior
eum

Iusto elitr at pri, vis at suas prodesset. 
Sed no voluptua vituperatoribus.

e Sed no voluptua vituperatoribus.

Ad accusamus iracundia vix, ex doming 
prompta mea.
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d Iusto elitr at pri, vis at suas prodesset. Sed no 
voluptua vituperatoribus.
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g Vim eruditi consetetur cu, nec erant iuvaret
postulant te. Sit no elit modus persius.

Vim eruditi consetetur cu, nec erant iuvaret
postulant te. Sit no elit modus persius.
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Iusto elitr at pri, vis at suas prodesset. 
Sed no voluptua vituperatoribus.

Velit phaedrum patrioque pri ut, possit
patrioque cu sed. Nam te stet verear, falli
tamquam ullamcorper ea sea..
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f Mel ex aliquid philosophia, accusata
senserit nec at, ne error virtute postulant 
sit..c Iusto elitr at pri, vis at suas prodesset. 

Sed no voluptua vituperatoribus.
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11Gap Action Plan



Types of Recommendations 12
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▪ Current state maps

▪ Conduct field research

▪ Workshop week (ideas/recommendations)

▪ Future state maps

▪ Gap action plans

▪ Manage and track implementation of 
recommendations

The Approach 13



14Current State Maps (Iterative)
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15Field Research

Over 130 customers 
and trade allies 
interviewed or observed 

Ride-alongs, mystery 
shopping, focus groups, 
in-depth interviews with 
customer and trade 
allies



Workshop Week 16



Track Implementation of Recommendations 17



What we accomplished 18

11 programs 
mapped

134 program-specific 
recommendations

12.2 recommendations 
per program

8 months of 
work!

35 total maps (including 
flow charts)

130
customers and trade 
allies interviewed or 
observed

over

almost



▪ Programs are far more complex than we realize 
- Many touchpoints, and many opportunities

▪ Opportunities to make programs more 
consistent, especially with multiple implementers

▪ Opportunities to make programs more intuitive 
– the way we see programs “behind the scenes” may 
not be how customer moves through

▪ Journey doesn’t end with rebate check –
Opportunities to improve flow between programs

▪ Educational & online resources support the 
journey – they add value & tie experience together

19What we learned



▪ Continuing on journey 
to become more 
customer-centric

▪ Multi-year integration 
of recommendations

▪ Maps are a key 
reference for program 
management

▪ Leveraging findings 
for website 
improvements

20What next for Journey Mapping?



Emily McGraw, Consumers Energy: 
emily.mcgraw@cmsenergy.com

Amanda Dwelley, Illume Advising: 
amanda@illumeadvising.com

21More Information




